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1.1 Update and weekly summary

● Big reduction in Overdue category! 
○ 10 → 1 this past week

● Also 21 Open down to 10
● There were no incidents of tickets unanswered 



Tickets resolved by agent







Feedback for the week

No feedback given



Feedback last 90 days

Some of this 
is internal - 
testing

Positive 
remarks from 
from real 
users



Triage of 
open 
tickets

due later

due sooner



Summary of Triage Management

● Order of triage (unchanged)
○ New, unassigned → assign, and make reasonable 

estimate for due date/time
○ Overdue (+ Due today)

■ Ping agent
○ Open → order by due date
○ On hold: 

■ Order by due date & inspect
■ Check to see if customer needs a ping
■ Or if we have an action 





Background

● As the helpdesk grows in usage, we need to 
make sure users don’t fall through the cracks, 
or that tickets languish unnecessarily 

● Our goal is to be the Zappos of computing 
when it comes to customer service
○ we go above and beyond to help users
○ we’re not satisfied till they’re satisfied
○ we incorporate lessons and best practices into our KB 

in the form of “topics” - i.e. “how-to” do things



Triage principles

● We have no black holes of support
○ Every single issue is processed

● We always respond within a business day, to 
either new requests or a user response
○ the response may even be a simple acknowledgement

● We do not have a perfect system now, but we 
strive to improve
○ So there will be changes: the system today will not be 

the system tomorrow, but we’ll converge



Triage principles

● Someone is always responsible for triage
○ Rotate across team on weekly basis

● Triage manager responsible for keeping state
○ Open - New
○ Open - Waiting on Customer
○ Open - Waiting on third party
○ Open - Response due
○ Open - Customer responded
○ Overdue, On Hold, Unassigned
○ Resolved, Closed



Triage principles

● There should be no Overdue issues at CoB
● There should be no “Customer Responded” 

issues at CoB
○ Agents, not the Triage manager, are responsible for 

updating status and thefore are responsible for 
keeping issues out of these categories 



Triage manager actions

● Go to the dashboard first thing



dashboard: provides ticket snapshot and recent activity 



snapshot inspect
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inspect



Triage Lead actions

● Go to the dashboard first thing
● Check for new, unassigned tickets 



click this for new or unassigned tickets



set Agent and Priority (we will discuss priorities later)



set Agent and Priority (we will discuss priorities later)



Triage Lead actions

● Go to the dashboard first thing
● Check for new, unassigned tickets

○ Set Agent, Priority
○



Triage Lead actions

● Go to the dashboard first thing
● Check for new, unassigned tickets

○ Set Agent, Priority
○ Modify ticket attributes

■ Estimate of “due” time when follow-up is required - 
to either user or agent

■ Optionally add a private note 
■ tags: e.g. project, application, etc.
■ Optionally link to a Jira issue if prolonged technical 

work is needed



State is changed via the private note; 
add explanation.  For new notes, 
perhaps add an internal message if 
relevant.



Triage manager actions

● Go to the dashboard first thing
● Check for new, unassigned tickets

○ Set Agent, Priority
○ Modify ticket attributes

● Check the Overdue queue
○ If a customer as responded to us, it usally means the 

ball is in our court:
■ a reply is due
■ problem solved → change state to resolved
■ resolved issues convert to closed automatically 



There are actions indicated 
in each case.

This queue must be 
reduced to zero on a daily 
basis by the Triage 
manager.  



Other Overdue queue requests

● That it is overdue tells us we need to do 
something, we must do something.
○ No simple answers

● Might require ping to agent
● Potentially reassign issue
● Potentially change the due date


